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Overview of the Service Access project

Previous briefing to CTTC in June 2019

Project goal: To expand access to City services for the Austin community by
redesigning and bringing services online

What we're working on:

1. Inventory of paper-based and manual City services
2. Recommendations on priority services to redesign and bring online

3. Resources for digitizing and automating services citywide


http://austintexas.gov/cityclerk/boards_commissions/meetings/10_1.htm

Why we are creating an inventory of services

Online Access to City Services audit, 2017

Audit Report

. i Recommendation: “Ensure that the City offers as
Online Access to City . , _ _ ,
Services many city services online as practical by developing
October 2017 an inventory of services that should be offered
online.”

AUSHINIEXaS*QOV @ oo @ Do Pueon @

Commitment: Inventory services citywide that
should be brought online and/or need significant
improvements related to usability or accessibility.



http://www.austintexas.gov/sites/default/files/files/Auditor/Audit_Reports/Online_Access__October_2017_.pdf

What is a “service” for this inventory

1) Transactional: involves
the exchange of goods,
services, or information

2) Form: collects
information through a
template or application

3) Community-facing: not
internal City business
processes

Example City services
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Factors we are considering to prioritize services
to redesign and bring online

Impact @

How important the service
is to residents and to the
City’'s Strategic Direction.

We should focus on
redesigning and digitizing
high-impact City services.

Accessibility (\h\\

What barriers people may
face in accessing and using
the service.

We should prioritize
services that have the
clearest need for more
accessibility.

Complexity ﬁc?

How straightforward the
service would be to
redesign or put online.

We should try for a balance
of high and low complexity
services -- not just prioritize
the simplest services.



A Event Label (D Link =: Departments
1 [sites/default/filesffiles/M... www.austintexas gov/sit faul... Municipal Court
2 [sites/default/filesffiles/M...  www, intexas. i faul... Municipal Court
3 fsites/default/filesffiles/H.. www intex v/si faul Health
4 fsites/default/filesffiles/M...  www intex v/si faul Municipal Court
B [sites/default/files/files/P... www.austintexas gov/sites/defaul.. Parks
6 [sites/default/filesffiles/Pl.. www.austintexas. gov/sites/defaul...  Development Services
7 [sites/default/files/files/M... | www intex i faul... Municipal Court
8 [eites/default/filesffiles/M... www.austintexas gov/sit faul... Municipal Court
g leitas idafa s ifilas Hilae IT wosny siisHntavas medeitas idafanl Transportation
' There are 10,000+ PDFs  f«o=con
1 o Development Services
| on austintexas.gov. bolice
13 Health
14 Housing
1500 of these are forms .
1+ for City services. ransportatin
17 fsites/default/files/files/Pl... www austintexas gov/sites/defaul... Development Services
18 [sites/defaultffilesffiles/Pl..  www.austintexas gov/sit faul... Development Services
19 fsites/default/filesffiles/Pl...  w in i faul... Development Services
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Form
Form
Form
Form
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Form

A Name

Driver Safety Request

Driver Safety Request

Birth and Death Certificate

Deferred Disposition Request

One Day Visit

Residential New Construction and Addition
Deferred Disposition Request

Defarred Dizposition Request

Chauffeur's Permit Application

Driver Safety Request

General Permit Request

Alarm Permit Application

Birth and Death Certificate

Down Payment Assistance

Rainwater Harvesting Rebate

Motor Vehicle Accident Report Form
Consolidated Site Plan Application
Amnesty Certificate of Occupancy Applical

Contractor's Letter of Authorization
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Formstack

Departments using the new online form tool
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Why we are implementing online forms for our
residents?

e Accessibility

e Improve response rates

e Ease and cost-effectiveness of editing and updating forms

e Online forms are good for the environment and help us be good stewards of the
resources entrusted to us, as well as save us real-life storage space and money.



The Process: Identifying the client’s needs

Austin Water Utility — Truck-mounted Water Read
Submission Form

for the approximately 230 which goes to John
.Cus.tomer —_— ml&:‘::’sa?':ﬂec:t;fadr:te o ctive truck meters, the = 8ucl{s group for
fills in form Giito esacal: reads are then manually migration of info to
= . transferred into a form CCB):

*This is currently a manual process via a paper form and email and not as
reliable or accessible as an actual online form which can provide proper proof
of submission and convenience.


https://cityofaustin.formstack.com/admin/submission/3653489
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After:

Truck-mounted Water Meter Read Submittal Form
Meter reads are due on the 15t Jay of the month,
Fallure to submit reads timely or provide supporting
photos of mater casing and meter dials may resuit in
an estimated volume or forfeiture of the truck-
mounted water meter contract.

This form allows a maximum of 10 meter reads, if
vou have more meter reads please submit on a new
submission form,

TWO CONSECUTIVE LATE MONTHLY METER
READ SUBMISSIONS WILL RESULT IN PERMIT
REVOCATION.

Customer Name (As printed on utility bill}*

Customer Email (This will be used to send you oroof of
submission of missing reads to avoid permit
revocation)”

R ——————————)

Meter Information

Meter Number ®

e ——

Meter Read *

e errrrrr——

Photo of the exterior meter casing. dearly displaying
the imorinted meter number *

T Il o e Crosen

Photo of the meter dial, clearly displaying the meter
reading *

ST o Fiie Chosen

Do you need to enter another meter read?

Yes
Ne

Submit Form




Impact on Time Efficiency & Cost Saving

e Average time spent on current form administration 2-4 hrs per day for 1-2 weeks per
month due to the manual data entry and comparisons.

e Based on the average City of Austin employee salary that
costs $26,079 (average) annually.

e Thenew form is anticipated to shave off 75% off that administration time due to
automation which will be a saving of $19,559.47 (average) annually.



More Forms we have created

Affordability Unlocked Application for Neighborhood Housing and Community Development
Department

Request for Fire Incident Report for Austin Fire Department
Cooling Tower Sub-meter Calibration Certification For Austin Water Utility

Warn Central Texas for Homeland Security



Today's
presentation
Three efforts to improve

the resident experience
with City services.

1. Prioritizing City services to bring
online and make more accessible

2. Bringing forms online

3. Redesigning forms for a better

resident experience

4. Next steps and policy issues



AUSTIN CHRONE

NEWS FOOD MUSIC SCREENS ARTS QUEER EVENTS  CLASSIFIEDS SUPPORT US

NEWS pwa—

City of Austin

An “Awesome First Year” for Austin’'s Office of Police

Oversight

e . ° ° . O
OPO fields more than 800 incoming contacts - comments, complaints, and kudos - in 2019 R
BY MIKE CL ADISON, FRI., JAN. 3, 2020 Type in the location or drag the map to the location. (*Required)
= S
Tweet & print B write a letter Q Enteralocation here KnSpringy
& " {ostCreek HIlEs. 5 MLK Crossing
Rollingwood East Austin 2ty *
,u"é Aystin
Travis, | +
Heights
Dawson East Riverside- =
EOLorEcd Sunset Valley e

English  Espatol

City of Austin

File a complaint

Share your media

Do you have additional information? This could include video, audio, photos, police
reports, hospital records, or anything else you want to share.

OPO Director Farah Muscadin (Fhoto by Jana Birchum)

How we store and use your data

Yes
In its first year of existence, the city's Office of Police Oversight fielded more than 800 incoming contacts ~ comments, complaints, and kudos ~ from
Austinites regarding their experience with the Austin Police Department. Those contacts led to impacts big and small, from reprimands for cops

Mo

caught smoking in public to the explosive revelations of alleged racism and homophobia within APD's top leadership. As Director Farah Muscadin
writes in the office’s recently released year-end report. OPO "has had an awesome first year, and there is much more to come."

Continue




. 0PO Data Breakdown
I m paCt on Eq u Ity December 1, 2018- December 1, 2019
Common Complaint Allegations m

These contacts originate online,

from phone calls, emails, in
person, and by mail. Contacts
may or may not result in an
official complaint.

85%

Property and
Equipment

of contacts had a preliminary review.
This is an assessment OPO conducts
in order to recommend potential
policy violations and classification to
APD Internal Affairs.

99 Anonymous Contacts Received

155 Supervisory Referrals to Internal

Thank Yous received for Affairs

APD officers.

= Supervisory Referrals are handled directly by APD
supervisors contacting complainants.



Impact on Equity
= someasoee—— THE AUSTIN CHRONIC sl "V uscadin calls the website 'one of the year's

NEWS FOOD MUSIC SCREENS ARTS QUEER EVENTS CLASSIFIEDS SUPPORT US

NEWS biggestadvancements' simply having this
City Opens Inquiry Into APD Racism Charges inform a_tion easily accessible, and aIIowing_ _
Former Bexar County ADA will lead third-party investigation com p|alntS to be madeth rough the same S|te, IS
R a huge improvementon prior APD and Police
Monitor practice.”

Tweet P print B write a lettor

Austin Justice Coaliion's Chas Moors urges changes to the police contract. (Photo by Austin S



Rewrite - Service Page Content

Service Page Content

Service Name

What the city offers

Step-by-step instructions

office of

design & delivery

Rewrite
Service
Page

Content

Apply for Victim Compensation

ol CBliforrad Wzt Cowmiedetrlafan Fisias (TSI Saimarth vallivh B Tievlivd Riweineg
from witshenl orime. Depending on your sihuation. we can Felp by ofering compenation for &
el R B, R PR I £

APPLY ONUNE APPLY BY MAL APPLY N PERSON CALL

N

( 1 ) Considor your expanses.

First. Consider any oxponses you O your Lamily have Dard « or Uhnk you will face
25 2 residt of the viclontt crme. Even ¥ you dont have exponsas now. you can sl
aeeny

(o) it mians
Form Needed

C.D Rocoive Application Number

Owr avorage processing Sme for 20pbcations i loss than 45 days. You will get &
rOtACAtion AckNOWiedQIng that we have received your apoication Wedl gve you
a0 apolication mumber

C“ Stop paying your bills

Onoo you NIV Mecoived your Sppiicaton rumber notey providons §e. meacal
mental heoltn, dortal thal you have oppled for victim compermabion Lse your
Application number to venty ths fact

(5) Find out If you are eligible
Onco Gur S8 Pus varifad the detals of your Cima, we will send you & nosfcation

of whether or not you are eligtle for ssustance ¥ you e eligble, wo will start
CONMCNNG YOur Exponsos




Rewrite
Service
Page

Content

Rewrite - Service Page Content

File a complaint about an Austin police
officer

File a complaint about the Austin Police Department online, over the
phone, in person, or by mail. You do not have to provide your contact
information.

Contact information

1 Select an option for filing a complaint.
Office of Police Oversight
Online + 9 1520 Rutherford Lane
Austin, TX 78754
@ Tuesday 8am=5pm
Cenielpions W Wednesday 8 am-5 pm
Thursday 8 am=5pm
Friday 8 am-5 pm
DS + Saturday Closed
Sunday Closed
Monday 8am-5pm
By mail ar
B Main office: (512) 974-9090
Complaint and thank you hotline: (512)
972-2676
2 Learn about the complaint investigation process. B policoversight@austintexas.gov

¥ @atx opod

Bl @acpaliceoversight 2



Create Paper Form Prototype

Create
Paper
Form

The paper prototypeis there to
alert you to complexities and
potential issues.

Don't try to make it perfect
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Next steps
1. Complete the service inventory and review for top priority services
(Jan - Feb 2020)

2. Start offering the form design workshop citywide as a step in bringing forms
online (Jan 2020)

3. Continue buildout of online forms and measure benefits for efficiency and
outcomes for residents (this year)

4. l|dentify and address policy barriers to redesigning and bringing forms online
(this year + beyond)



Integrating forms into process guides on Austin.gov

English E: Cit]l' ﬂf A.l.lf-tiﬂ

Permits and tickets Housing and utilities Pots Health and safety Explore and visit Government and business Jobs

Feod business permits Otfered by: Austin Public Health

Mobile food vendor permit
guide

Ewery mobile food establishment in Austin needs a permit. It's the law! It also helps protect

your customers from food-bormne illnesses.

Contact information

Contact information

Documents

Documents for mobile food vendors i

Aushn

Learn and prepare Austin Public Health. BB enwvironmantal Hoalth Services Division Help
Environmental Health Services Line: 1312 ¥78-0300

Businesses required to get a mobile food Division

vendaor permit
E ehsd serviceBEaustintexas poy



Process guides on Austin.gov

Documents

Documents 1 of 1

Documents for mobile food vendors in Austin

To get a mobile food vendor permit for the City of Austin and contracted local ¢
Travis County, you'll need to read a few documents and applications.

Mobile food vendor operational permit application

Forms that are part of the application

Central preparation facility contract: In jurisdiction
Central preparation facility contract: Out of jurisdiction
Mobile food vendor itinerary sheet

Restroom agreement

Food manager certificate registration
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Policy issue: Digital signatures

Needs:
e Use electronic and digital signatures
e Accessible ways for residents to “sign” documents

Constraint:
e Using digital signatures on legally binding
documents (ex: forms, contracts) might require
Council approval (per Texas Code Ch. 2054)

Next steps:
e Law Department is reviewing the issue for a

recommended approach.
e CTM will work with partners on the internal policy,

guidance, and tools.

Signature
—— DocuSigned by:

John Hancock
\— 10F2EDSA3066430.

~——DocuSigned by:

Pof-—w (720 Piddle Plame) Hanchock

—— 19F ZEDSAI066430 .
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